
Lee et al. 
Sheet 1/22 



FIG. 1 



10 




Client 



lipiiiliniiiiiiiiiiw'i 11 



• 



Lee et a\. 
Sheet 2/22 



10 



FIG. 2 



Server 



52 





HTTP Server 








r 




Database Interface 



.70 





Display 
Template 



72 




Managment Tool 



Report 
Template 



76 



61 



62a- 
62b- 
62c- 



62n— 



Record 0 



Record 1 



Record 2 



Record n 



64a- 
64bH 
64o 



Record 0 



Record 1 



Record 2 



64n— Record n 



66a- 
66b- 
66c- 



Record 0 



Record 1 



Record 2 



66n — Record n 



nirimiPiPinmwi>nniii' hmn" m-i M'r m • l ' I IIR« il 



'I'll 



Lee et al. 
Sheet 3/22 



FIG. 3 



Record 62 



110 



114 



116 



118 



.X. 



120 
\ 


122 
N 


124 
/ 


126 

\ 


128 
\ 


Return 
Info 


Credit 
Card Info 


E-mail 
Correpondence 


Warranty 
Info 


Shipping 
Info 



Record ID 


Customer 


Purchase 


Call 


ID Info 


Info 


History 



Customer 
Modification 
History 



Record 64 



140 

Record ID 



1^2 



144 



User ID Info 



Problem 
codes 



146 

Resolution 
codes 



148 

_x 

E-mail 
Templates 



Record 66 



150 



Record ID 



1^2 



154 

1 



Product Info 



Location 



156 



158 



Quantity 



Order Info 



160 



Invoice 
Info 



162 



Low-level 
Indicator 



164 

Product 
Modification 
History 



nifn 1 1 piniinpiiniwiifliiiniw 1 11 



7 



CD 

-E E 
I* 



o 

c 

CD 
> 

c 



c 
CD 

E 
0 

CD 
CO 

c 

CD 



o 

CM 



v 



CO 

O 

0) 



CD 
C 

"to 

CO 
CD 

o 
o 



O CL 



CM 



^ Osj 



0 



0 



6 




||||plllliillfllf i mi ' 



Lee et al. 
Sheet 5/22 



500 



XHTTP Server receives 
request for a customer record 



502 




NO 



FIG. 5 



504 



Database interface program called 
to access input template and build 
HTML input page 



508 



YES 



Database interface program called 
to access display template and 
build HTML display page 



510 



526 



506 



I 



Input Customer Information and 
Create New Customer Record 



Database interface program 
queries database for customer 
record 



;Jnput new Product Information 
ignd Update Purchase Info and 
jjpustomer Modification History 
Fields 



512 



Insert accessed record information 
into one or more linked display 
pages; return to requesting 
computer. 



52J4 



^Database interface program 
[%lled to access input template 
and build HTML input page 



YES 
(purchase info) 



522 



Add New Product 
Information 




514 

YES 
(customer) 



518 



520 



Input new Customer Information 
and Update Customer ID Info and 
Customer Modification History 
Fields 



YES 



528 



Select Call Issue and 
Create Ticket 



532 



Go to RMA 
Logic of Fig. 6 



534' 



530 



Select Solution Code and Make 
Notes; Update Call History Field 



Sive Customei 
Information 



o to Warranty 
Logic of Fig. 6y 



/" Process CredifN 
\Card Transaction^ 

— V 



'536 



538 



Lee et al. 
Sheet 6/22 



FIG. 6 



600 



602 




HTTP Server receives 
request to access RMA or 
Warranty module 





Database interface program calied 
to access display template and 
build HTML display page 


604 




r 


\ 


Database interface program 
queries database for customer 
record 


606 




r 



Insert accessed record information 

including RMA or Warranty 
information into one or more linked 
display pages; return to requesting 
computer. 



.612 



Input RMA/Warranty information 
and Update RMA or Warranty and 
Customer Modification History 
Fields 




610 



Database interface program called 
to access input template and build 
HTML input page 



614 / End RMA/Warranty\ 
I Module J 



"IP HII Mill" fill"" 



Lee et al. 
Sheet 7/22 



FIG. 7 



Receive e-mail from Customer 



700 



1 


r 


Categorize e-mail, Identify Customer and 
Update Call History Field 



702 



Select Problem and Solution Codes 
including the ability to forward e- 
mail or research issue and Update 
Call History Field 



704 



706 



Write Reply using e-mail templates 
and Update E-mail 
Correspondence Field 



M'llipilPiin » Ninnm i 



Lee et al. 
Sheet 8/22 



FIG. 8 



10 



2 




HTTP Server receives 
request to access Inventory 
module 



4 



)6 



1 

Database interfac 
to access dispte 
build HTML 


r 

e program called 
ly template and « 
display page 






Database interface program 
queries database for product 
record 




r 


Insert accessed record information 
v into one or more linked display 
pages; return to requesting 
computer. 




Input relevant product information 
and Update Product Info, Location, 
Quantity, Order Info, Invoice Info, 
and/or Shipping Info Fields and 
Update Product Modification 
History Field 




812 



Database interface program called 
to access input template and build 
HTML input page 



822 



Produce Picking Sheet with 
relevant fields from Customer 
and Product Records 



826 




YES 



End Inventory Module 




824 



Lee et al. 
Sheet 9/22 



FIG. 9 



HTTP Server receives request to 
access Report module 



902 



906 



908 



1 1 


f 


Database interface program called 
to access report template and build 
HTML report page 


i 


r 


Database interface program 
queries database for report 
parameters from product and 
customer records 


\ 




Insert accessed record information 
into one or more linked display 
pages; return to requesting 
computer. 




900 



' minim ii 'i mini! nn i 



Lee et al. 
Sheet 10/22 



FIG. 10 



<|§ Customer Information - Microsoft Internet Explore 


r provided by ALORICA 




■■■■■■■Kllii^i 


J - M M$$S&Hti&* Belp "iiamcAM "■ 






■J; Back fltyftfttCSeRf% Refresh Home--'. 


. M , . ,a ■ a 

Seafchv FaS^es History 


Malii V : : Print- '^jiEdit Real com ^ A** =l : - . 


il' » 


.! Address |@ http7/cim alonca com/'emachines/CustFoim asp'custoraerjd-l 6651 54Customer_PtoductJd=1 75037 if\ 



Agent NameiPaui Hao 
Date: 9/13/00 



- ,-. , Customer r , , _ M „ „ Issued 

m™^ Tcm Customer D ,.j 11(+ r „ r ^ Part . Call A , Call ^ 

Namfti T*st ID: lo6 * 15 *° du< * X ' 5C " Warranty: * n Warranty: 0ut Num: ^ 



Search j ^Add ; |. Sykes RMA: V |: V ' /Rebate ;j- : -Create ticket' j' Emaii. | New Calf | 

Ca! 

ID: " < " lfl "^' Wi..o.. tT . # . 

Customer Info ( Product Info j ESA Info j Escalation Info | ; Call History { R!4A Info | Part Request Ii*fo j • Pay For Support Info | ' - / 

-;;;Hstomer ID : . : • .: v ; 16651% : ; ' ' .f'if- : v. :> .V':' ; ;f : V,' : V : ^& ' :':^. - : -';[ : - : , . 

^ First KJarne: 
.v^-:Last garner 
V^ddress:: . 

State:;*; \ 
||||||||,^ 
; ; :\0a^:,P|nolne: , . 



Help; Files'', 1- --'jLogout' |. : 
0 EW: Out 



ijToni 



Test 



140 Test Drive West 



xTeslville 



=412345 



1234567890 



y 'Night ^hone(Option): |9 191 919191 _ 
• :: r ;fa^ptipn):- - . V ' |S282828282 ~ 
v PagerCoptfon): ^ ^131 SI 81 SI 8 ' ~[ 
* ;•• |ttttest@testa com 



;V CQmpany(6ptlQn): (Testa 



. ■ • bodily | 



Send rnail to 



# • 

Lee et al. 
Sheet 11/22 

FIG. 11A 



a 

m 
m 
m 
h* 

m 

Si 

a 

13 

I- 

a 



<§| Customer Product Information - Mm 



r provided by ALORICA 



Back 



Hi ^ " 1 

fe^K Refresh Homarf 



Real com ^ L&f^C" ' 



| Address ||[] http /yermatonoa cc ^ emach,n es/pfoduc^sp 



fluent Name: Paul Hao 
Datei9/13/00 



-s4y^H•^;l ; ;y^ya^ [;-^kes:^m | Rebate : j /'Create Ticket :: J Email £ . " New Call .{ Help Files V Logout / j ' ' Jl 

Part r Call 



Name! ^ Cuitom*r 



Customer _ . c ,ii Issued 

i *fi<!i •( Product l—i3i>7 P * rt Ir 0*-.t „ ' It RMA 0 EW Out 

Product i'W-^ Warranty Warranty Hum: #l 



€iw^mer"r^toiV ( -RMAInfb'' |- P*rt Request Xrtfo ( Pay fen$upport Irrft* ' 



, s Customer iD Customer Prddudm Serial Number RMA RepJaeerJ- V; 

•; ,166515 ■ -■175097-' f' ; . ; U 1222333 0 . J. ..~"^. \ '\- 



fa : 'p*witsci lt%fo ' ! .-5"CSA Infti^H" £sealatfoti lrifb^ i ^tustomer History 1 f RMAInfo<t Pa 




FIG. 11B 



hnes/praductl asp 7 custorrter_id»1 6S51 5&custc 



ztaJ 



Cu*t«>m«r Infc ! ProductInfo j ESAtnfoJ j; Swaitotoo Irtfb. | 



^oaucc Warranty- Warranty Mum # 



^3 



v-:?- Customer product JC 



..166515 
17SQ97 ■ 



jjlll 222333 



r 



\ P3rt : .Warrarrti Jxpiratidn.Daf^MM/ODAyvVjJTT/ fiT>l2DO0 
Man'ttfacturer^ - 



jEmachines 



I • ■ 



------ 



IrHisinry ).. ["rMX InfV? 1 P*rtTte«iu*a* ififft^ ] Pay For. Support In ft» I. 



€) Lee et al. 

Sheet 12/22 



[ Note 1 -- Web Page Dialog 



Call Tracking FbrjCustpmfsr-'ID : 
Please select or create a problem ticket. 



■IB 
■ 



Ticket Id Call Issue 

3S Promotion Inquiry 

.37.. .V ' :Prpduct;.Inquiry 

Total Record: 2 



Status 

OPEN 
OPEN 



Wlllil^ 



Call Issue: 



Promotion Inquiry 



"zi- Create Ticket j 



Brochure Request 
Product Inquiry 
Sales Processing 
Order Status Inquiry 
Technical Inquiry 
Complaints 
BMA Request 
RMA Status Inquiry 



T| [ Note ] - Web Page Dialog 



FIG. 12 



1SNN 



Call Tracking For Customer ID: 3 
& Customer Product ID:3 

Please select or create a problem ticket. 



f* 



Ticket Id 

g 

IS 
551 
685 

Total Record: 4 



Problem CodeM 

MODEM 
MODEM 
HDD 
MODEM 



Status 

OPEN 
OPEN 
OPEN 
OPEN 



Problem Code: 1 MOTHERBOARD jj ' Create Ticket : 



f ,WJ M ^ ll ^ JMB'lljJ.U..IM[.IJJ ! . 



Colt Time: : l : MEtV 

: [- -fick&t p; :.;.;!-;!"?: * ; ! ! '"." 37 
;- : : Reason :'For.bbrttact; : 



Tracking For. Customer toi- A 



test 



Solution: 



test 



•Solutipn Code: :. : = 
: : j Add Record | 



CD-ROM 
SOUND 

MOTHERBOARD 

OPERATING SYSTEM 

OTHER 

VIDEO 

INTERNET 

RESEARCH 

CUSTOMER SERVICE 

OTHER 



.J 



■Sit 

m 
M 



Resolved Inquiry 
Processed Sale 
Sent Brochure 
Reported Complaint 
Issued RMA 
Nn Artinn 



Lee et al. 
Sheet 13/22 



FIG. 13 



Q 

m 
m 
m 

m 

Q 

|; 
ffl 
M- 



Home 4lj^gggg^ History 



... 




ii ni mi rim MIF< HI M^IIWMPil"! IIH'IIIII'IIII I I 1 



Lee et al. 
Sheet 14/22 



FIG. 14A 



osoft Internet Explorer provided by ALORICA 



. Eile Ed* |ge|j^ |^Q?j^s|^ bo^ Help 



Back 



, ill 



?3£&i?B C&$tg 'Refresh Home 




:$efem^ History , Mai Ml' ; 



j- Address h«p.//crm aloiicacom/emach^es/RMAjisj^ 



Agent Name: Paul Hao 
Date: 7/1 1/00 



Issued 
S Rma 1 EW: Out 



Ifefe^lS J£* duct i?'-*? Warranty . * n Warranty 
•<**o&£i^^^ 'j «MA Info | APart««.questIr.fo | Pay For Support Info . • ■ 

• I'-/---, \ ' . '. \". ,\ .': '.'v 1. ■ , Please select d RMA record to RMA history record. : 




^CuitonWlhW' "( ' Induct Info j! . 6SA Info ' Cu^te^^ H.sto^ f W4AIn£; I s Part Request Info | Pay For Support Info | . ; ■ 



J^j£- frjternet ■ 



FIG. 14B 



; tie Ed* Sfl» 0l |f 



Microsoft Internet Explorer provided by ALORICA 



ipots- Help 



r Back * ^a^C^ojBrRortesh' Home l^^^j^g#_ji^ MaJ - Pr ' ,rv: 



-j Address |g) httpMam alonca. cpm/emachmes/RMAJnfoASP^R MAN o=EM 0500221 21 



"3! 



*gent NameiPaul 
Date: 7/11/00 



Customer Info 



Hao 



Search | '-.Add" | /Craate T»d<;et ': | Er^air . | New Call ■ | Help Files I 



Customs 



, Part 



. ^cjo&t, t ( l 
Num 

Call . Call , 0 of 

Warranty! Num, Issue 
Rma: 



Na me: 166513 Product 1^097 ™ ^ 

| Product Info j ESA Info ) Customer Histbry j RMA Info J Part Request Info | Pay For- Support Info [ 

>v. ■ a r^1A Record For Cuitorrier ID: 166515 & customer Product ;ID; 175097 

- ' * ■ - > ' RMA Status Result . . . 



•RMA Oate- •" ■ : 
; : BMAtviujriSerr "" ; • - 
:.:;> ; RMA;Agerit:y ! ' Wv''- 

fitst Name 

Last Nsrora;.'.,; / - " 
;\'Addres^T ; ; • - 
' " Audres$2i- \ : _ . ' 
„\ £jSdr$ps3i : % ^' ... 
/ .-City: ' , ~' 

■ . State: . : ' ; 

Mf|'$octe,- - ,.:V ;. 

■ /.-Couptry:^ ■ :. ■' : 

Contaoi- ,\ ■; „^ 
■ Phone-' 'A..'/'';}'/, : ; : 

Aliemat e^Phiahi ^ V [ t 
;U-r^irfail:: ; , ■ ' 
•' Alt E-mail:-:.- ' 
. Ma 6b\. Name:. ■ • 
- ^anat : Nu%ber« : ' -' -V- : 
■ ' : '•Warranty _ (1 : fe' p:Ckrij ; - . 
N Parchase Date v =. • ■ : 



-May 22 2000:- 
^EM'050022121 ' :" 
' Paul rtao . : ; : ' - 
\ Tom . 

-Test, • • 

4CTTest^ Drive "We^t " 



. Tesiortia : '..;'- : : 
42345 ; : ;': , • . 
US 

"4' 234567^0 - * 
/ ;91319Wl9.1 ; ; ; ^ 



400rd : ;•- 
.41122233'3 



Lee et al. 
Sheet 15/22 



FIG. 15A 



-HAIorica Inc ■ Extended Warranty On-Site Service Support System - Microsoft Internet Explorer piovided by ALORICA 










^ Back * F$*^&3«Be» Home J I 5^£F&oi% History 


Mad ^ V Fti^^> ^ « % 




j A#ess |f) http7/care aloncacom/extwair/lrdmesetcf^page.name^ustomeijnfo crnACustomend-111 867SR S que S lTmeo U t=1200SCnD=425iCnOKEN=7l3936S 


jiie:: 




^Extended Warranty On-site Service Support System 

>4 Back Forward *■ 



Customer Information 



jpaul 



(Diamond Bar , [CA |917i 



Day 190961 02511 
Evening j 
Fax | 

[paul@aionca com 
jAlonca 



Product Information 



Model 


Serial No 


: Monitor: 'senal No | Extended Warranty No 


Purchase Date 


Purchase From 


Status | 




810001 


test 1 810001 


11/11/1999 




Approved i Edjt. j 



FIG. 15B 




Support System - Microsoft Internet Explorer provided by ALORICA 



' 



Back ' F^fctf^s 



} Address |^Jl^«p/Jtarfe3lor^^ 




Ematl 
Company 



Day j 9 0961 02511 
Evening [ 
Fax | 

[paul@adonca.com 
jAlonca 



Product Information 



1; 7pr1%jfyt. r: C| 



Modal 


Sertai No. 


Monitor Senai No" 


Extended Warranty No 


Purchase Date 


Purchase From 


Status 






810001 




810001 


11/11/1389 




Ap plowed 





Record History 





Date | 


Description 


Comments 


ediward 


2000-04-12 13 02 57 


Update Customer Record 


ttt 


ariuwrd 


2000-01-31 18 14-47 


Update Customer Record 


dcvx 


edward 


2000-01-31 17-08-41 


Update Customer Record 


test 




1999 10 27 15 38.24 


Update Customer Record 


Update irrfo 




2000-04-2S 18-28 17 


Update Customer Record 




edward 


2O00-04-28 18 28 36 


Update Customer Record 






2000-01 31 10 1333 


Update Customer Record 


<lst 


sup 


1999-12-07 12 48 17 


Update Customer Record 


test 




2000-01 24 17 38 14 


test 


Modify 



Lee et al. 
Sheet 16/22 



FIG. 16 



EMachines Support System - Microsoft Internet Explorer provided by ALORICA 



History 



Man-' 



"3' 



EMachines Support System 



Adciiess Q hUp //rma aloncacorrv'emachines/frameset cfm 



Logged In As: 
Paul Hso 



" ItfassiSirhy Receiving 




Receiving Report 



Prini Traveler 

RMA Shipping 

. RMA'/3 hipping 

Operation 
Reports 

Age nt F u'n ctlb n S g a r<;h. 

i Receivin a Report 

-:. R-6pair,Stajg"e Report 

O C I Disore p art cy R a p o rt 

Irisp&c-toin'Code- Report 

ihsoectoin S u m rn 3 ry _ 
R aps it 

TOA Report 

Call Center Report 
■: EPR:Shipping Report 
' U s&i Ad'rh t n istraiio rt 

Download/ 



Received RMA 

EM060008186 
EM06Q010123 
FM060010134 

EM060012128 
EM060012190 
EM060013133 
EM060013176 
EM060013228 
EM060D13231 
EM060014062 
aoj50014087 
EM060014097 
Ei060015D95 
EM060015098 



6/B/203G 
6/8/2000 
;] 6/10/2000 
6/10/2000 

::;6/1;1^0dQ,;.; 
6/12/2000 

J;i/i2/?ddo : ;:' 

6/13/2000 
6/13/2000 

! ; TO;^6oo{! 

6/14/2000 



3: EM050024P97 
&i EliiSti024184 
EM050026294 



6/14/2000 

J h pi^o6ii : 

6/15/2000 
6/15/2000 
5/24/2000 

||S/2ffii8t|i^ 

5/26/2000 



7/7/2000 
7/7/2000 

;gg/pTO' : /?' 

7/7/2000 
J;7/7/5C0O 

7/7/2000 
/: : ;^/2l3lS;>; 

7/7/2000 
J7/7/2000 

7/7/2000 

7/7/2000 
7/7/20D0 
7/7/2000 
-7/7/2000 
7/7/2000 

¥ildiii;ij; 

7/7/2000 



eMdhster55p ; 
366i 

366i2 

^366i2 ; :^;^ V ' : ; : ; 
433i 

eMonster 500 
386c 
40013 
333cs 

400i 

40013 

466id : 
366i 

': s ;^6i2 ;: ;;,, 

400id 

' ;koor : ^ : ''- • 

466is 



..if 



m... ni"n i< mm |i m >i PipiiiiRiiiqiif >' nmnip 1 1' 



Lee et al. 
Sheet 17/22 

FIG. 17A 



ogin Veiify Online Tool J - Hie 





"'-case JO:' .. 



=: 130B2. . . " : " ' ' '-'^ " -■' i 
iattm'.AnfiftfioQ matir^.-citrit- , 



T emplate Ciategt>ry- r "■" 

Select o. category 3 



After working lias since rur chase, unit suddenly does not 
respond to ereen start fc-tton at fror.t of cover. Surge 
protector has teen checked and is full? functicnal, as ace 
all peripherals connect: to surye protector. Since unit 

'dead", my mother has no internet access and I' ' m 
putting this support request ir.. Please respond ASA? to 
me at my work e-mail account at Matrox Graphics Inc. 
( James . Ar.do If o'i raatr ox . cow J 



33 



■ Agent :Sb!ec;e : d problem Cads: l3P.DPe.ny 



13:' 



12/2/99 

Irtntt Ueather3 

8921 Lake Park Cir K 

Davie, FL 3 3 320 

He: Email ID 12CS2 



Select a category' 
3RD Fo-V 



CD-ROM 
Commend at' on 
CPU 
Credit 

Customer Service 
Extended Wo rrenty 
Flippy Drive 
Ha rd D.-V5 Zl 



30 Internet 



FIG. 17B 



Login Verify On!i 




■■I 



Alter working fine since purchase, unit suddenly does not 
respond to green start button at front of tower. Surge 
protector has been checked and is fully functional, as are 
all peripherals connect to surge protector. Since unit 

dead", my mother has no internet access and I''in 
putting this support request in. Please respond ASAP to 
me at my work e-mail account at Hat r ox Graphics Inc. 
(James. Ando If oBmatrox . com) 



Template Category 

jCuskruei Service 



,- Agent Sheeted Problem Coda* 1 3RD Part/ 



Dear Irroa Heathers: 

Emacfcines would like to thank you for your inquiry. At 
emachines c us tower satisfaction is of the utmost 
importance. To assist you as effectively as possible, we 
are sending you our roost current information regarding your 
request. 



"3: 



j 




WMbm 

1B1S111 



HhSBSH 



i|IF mini ' N'l nir ' 



Lee et al. 
Sheet 18/22 



FIG. 18A 



<Sj| [ Product Main I - Microsoft Internet Explorer provided by ALDRICA 



Bade " fiJ^i^^^R^sh HoL ^e^O&K 



0 
History 



j Address [Irfhi^T^ 



Paul Hao • 5 ; , : 
7/12/OP i: 
Access Layer: ii 

Products Info 



P.O. | Inventory | Add Product | Inventory 



* Stth | Customer Srch I Report | Logoul 



Product Id: 

Category: 

Sub-category: 

Manufacturer: 

Part No: 

Model Type: 

SKU: 

Size: 

Quantities On Hand 
Ordered Quantities 
Low Qtjr Aiert 
Quantity On Order 
Location Code 

Mode! Information: 



|PDA 



(MobilePro 



' ^Select j v 'R^pa^e:"i 



jRefurbished NEC Handheld Device Mobile 



JMC-R520A 



Refurbished HobilePro 770 
Professional PC Companion 
with 8.1" color touchscreen 



ESESm 



"3 




r^ySf^^Saa^sRafrBA Home #&^&&rj|y_ jfetng 



http /Aww tech^!a.cooVpbnec/adrtWPr«JiJctM aaASP'PToductJ d=333 



FIG. 18B 



FIG. 18C 



Product Main ] - Microsoft Internet Explorer provided by AL0 R1CA 




1 Address plfhitpMi^ 



Weight (in lb). 
Discontinued: 
Special Promotion: 
Show on Home Page: 
If unavailable will restock 



Will show on public web sites: jYes jjj 



Low Qtjf Alert 
Quantity On Order 
Location Code 

Model Information, 



Small Image Name- 
Large Image Name' 
Pnce ($): 
Cost ($): 
Weight (in lb). 
Discontinued. 
Special Promotion 
Show on Home Page. 
If unavailable will restock 



"3 



Refurbished HobilePro 770 
Professional PC Companion 
with S.l" color touchscreen 



i 

2 



<head> 

<titlex/title> 
</head> 



1 

Jst 



Productlmages/mprc770srn gif 



PrGducilmages/mpro77Qsm gif 



|449 99 



r 



Will show on public web sites jYes^j 



Stores For Product ID:338 = 



Store Name 'Remove 





[Product Record Modification History For Product ID: 338 




;Robert Chung 


[4/11/00 4.01:2cf PM 


pnce 


Modify 


jRobert Chung 


'4/11/00 4,00:27 PM 


pnce 


Modify 


[Robert Chung 


2/16/00 2*49.39 PM 


,pnce 


Modify 


[James Chang 


i2/4/00 3:01:07 PM 


changes 


Modify 


Dames Chang 


(2/4/00 3:00:25 PM 


new 


Add 
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FIG. 19A 



[ Product Main ] - Mic 



File Erf* ^jr^f^goofc ^ 



i piovidedbyALDRICA 



Back 




E&fe3*^$t^RBft«h Home #$^€&voritg Hstoty Mag ^ -JPWfe j ' -X tfjjj: 



PaulHao ■■.=. = :' 
7/12/00 ';/ 
Access. Le\f el: 1- 



SKU: 

010-00D01 

011047-01 

011106 

011144 

011146 

D30D13 

030036 

030037 

030039 

03 0040 

030041 

030043 

030057 

030059 

030069 

030032 

030101 

SIS 



Model Type: 

PRINTER HP694C 

MON 3070A 17 

Newly Manufactured NEC IS 

MON 2160 15 

MON 3070A 17 

SC WD1004A-27X 

CNTRLR CT1600 SB PRO II 

SC NX PRO (PCT) 8 BIT 

SC BXII AUDIO CONTROLLER 

SC SG NX PRO KBIT 

SC SG PRO 16 MOZART 

CNTRLR 2nd SERIAL PORT 

VB PWB- 1341-1 SPECTRIA 

VB PWB- 1841-3 SPECTRIA 

SC SOUND- 16ASRS W/O AMP 

SC 14.4AMSP, REV, A 

SC 288SP SND2 10K OHM 



Location Quantity On Hand 

1 p 



A3U/A4U/AH 81 



]D25U/D2U pF" 



il 



FIG. 19B 



H Inventory P.O. - Mic 



j File Edit ^w^-jF^ystj^fliTools Help 



r provided by ALORICA 



Back " ' ij 1 ' 



m 



. 4:iiJnk* 



J Addwss http.Mww techiungle.con/pbr.ec/admiry'Pufchase asp 



PaulHao ; 

7/12/00; 

Access Leyebi s 



Inv P.O. | Add Product I Settings | 



Customer Srch | Report 1 logout 



Order Number: 



(miri/dd/yy): u -~ i— — - Date: 



Quantity: 



Unit Cost 
<£>: 



[inventory Purchase Orders For PO 




±Info ] Compatible Model | Inventory Records | Inventory P.O. | Add Product | Mail Settings | Agents | 
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FIG. 20A 




Invoice Date: 
Status: 



12/28/99 12:21*09 PM 
SHIPPING_NOTIFIED 



Ship To Address: 
First Name: 
Last Name. 
Address: 
City. 
State: 
Country: 
Zip- 
Day Phone* 
Eve Phone: 
Zip: 

Shipping Method- 



pest 



[test 



jUSA 



[91 748 



[3332221 111_ _____ 



]FedEx2day 



Credit Card Information: 
Credit Card Type: 




a 



FIG. 20B 



I Picking Sheet - Microsoft Inlemef Exploier provided by ALOH1CA 



, [Address \gj hltp 7/vm* tech|ungle comftbnec/arinwff 




Agent Name 


PaulHao 










Ship to 


est 


Bill to test test 
test 

test,CAB17'*» 
TeKJ*(H 1)222* 
T«l<e> (333)222 




Date 1228/99 1251 "09 PM 




IPhonc 


< 1 ^ 23333 


Customer ID 


;85 33 _ 


ifnvoice ID ^1393 





No Order Items! 



Credit:!^- ii^^^iWvtoiratim. jP.^Auttmi^titm Hre-Airtlmri^sliBii PiB^ulboftealton 

dtti -■■ n" i\ ''4 Date " ; :Lp ]i Rc*em*i^ _■»«■ "hi -^i;:=v^": f^S^^"-^ 



paster 



4111111111111111 G1SG " 



Comment This is a test 



.,3464054738381061365531 



jsHi 



UPPiHG NOTIFIED, 
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FIG.21A 



lit Order List ] - Microsoft internet Explorer provided by ALORICA 




















I - ■* * ftt-l- 1 - tai 1 a st* 

Back ^jMWe,Ste^R^resh Home 4f^^"Fa'¥cM^ 


H (story 


Mal-=^ ; f*r«*;-- :: ^?^ 






,| Address |^] http //www techiungle com/pbnec/admiV0rdeiList.3sp 













Order Invoice Customer firbctiiqt r 

id:,;/. id [:-mr-m'm\ v : SK ~ 

1829S 16436 13929 1438 584 

18293 16409 13932 1403 560 

18299 16490 13933 1403 560 

13300 16491 13934 1403 560 

18303 16494 13937 1403 560 

18304 16495 13938 1403 560 

18305 16496 13939 1436 582 

18307 16498 13941 1403 SGO 

18308 16499 13942 1403 560 



Order List From: 7/12/00 To: 7/12/00 
FOR Store: eMachines 



Part 



S60 



Order 
date 

7/12/00 
1:02:28 
AM 

7/12/0O 
6' 16: 55 
AM 

7/12/00 
6:53:03 
AM 

7/12/00 
6:53:24 
AM 

7/12/00 
7:04:23 
AM 

7/12/00 
7:04:58 
AM 

7/12/00 
7-06:11 
AM 

7/12/00 
7:18:06 
AM 

7/12/00 
7; 19: IS 



" , !; :l i' ■ h Order Shipped Unit : ;■ . Sub - 



SHIPPED 1 



SHIPPED 1 1 



SHIPPED 1 



PRODUCT 
READY 



SHIPPED 1 



SHIPPED 1 1 



$0.00 $0.00 

$54.95 $54.95 

$54.95 $54.95 

$54.95 $54.95 

$54.95 $54.95 

$54.95 $54.95 

$0.00 $0.00 

$54.95 $54.95 

$54.95 $54.95 



Ship i 

By 


Product Product ' „ 
^g ab,s Category warne Mo 


Two 
Day 




Restore 
CDs 


eMachines Res ff ' 


Two 
Day 




Desktop 
Parts 


Pov - 
eMachines Suf 


Two 
Day 




Desktop 
Parts 


Pov' = 

eMachines ' 


Two 
Day 




Desktop 
Parts 


eMachines g°*„~ 


Two 
Day 




Desktop 
Parts 


PoV 

eMachines ^ 


Next 
Day 




Desktop 
Parts 


eMachines 


Two 
Day 




Restore 
CDs 


eMachines Res' ' 


Two 
Day 




Desktop 
Parts 


eMachines 


Next 
Day 


Desktop 
Parts 


eMachines 
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|^| EMachines Support System - Microsoft Internet Explorer provided by ALORICA 




I 


mm 


Et» ' vfe^f^^Tooi* Help 'M$m&£$l$ Mmt^X^ 






w 








Stacks 


] Adoress http /^rma.a!oiica.corn/emachmes/lrameset cfrn ^ _ „ _ ^i. 




EMachines Support System 



RMA Defect Parts Inventory 



Part Request 


III 


Category 


|Nanufaduuir{ 


^a\pyunr : ■ ■ I 




Ou«ntM«s jWmght 1 


Lacalioit 


in 


S-atf.5 Check J 


559 


Floppy Derive 


;! 1 jeMachNe>/; : 5;^ 


eFOpiSamsungiSFb^lB, ^; 


: . : : : ;H . - 


1.10 ;! . 


A12 . ,. *• 






525 


Heat Sinks 


'eMachines 


eFan Onent MMX/AMD-HB 


0 






Fd t 




523 


Heat 3ir*s 


H:-- eMachines 




. ' ;: . ,! ^ f l: 




m- 




,527 


Heat Sinks 


eMachines 


eFan AAViD Mlt(w/o PAD) 




0 






I 




'528 : 


Heat Sinks: / 


; eMachines 


eFan A^Ditri^l p1ir-^bC2" = S: - / - : = . . \ 




0 ' : 








529 


Heat Sinks 


eMachines 


eFan Dusung Celeron SEPP (w/o Clip) 




0 








Parts Request 


|53Q - h 

;531 


Heat;Sinks 1 : : • : 
Heat Sinks 


eMachines 


eFan Dusung; Celeron SEPP CSip , _ "' 
eFan AAVID Ceielron FCPGA i 


11.: 


... - 




MiS ' 

Mi i 




I532 ; - 


Heat Sinks 


./.^^ijiifties;- 


eFan.Foxoconn Intel FCPGA ; ' 




a 








_CC °J?_'8KFJd'E€3 * 


'AL002 


KDS Products 


KDS 


eOne mouse 1 !0 J 




S<M | 


1AL003. 


KDS Products 1 ' 


jKDS 


eOne Keyboard \: ''. . 


v - 


1 ' 






Mi : I 


Warehouse 


;aloo4 


KDS Products 


,i<DS 


eOne power cord 




1 






,^„. 


533 " " 


Ke^oWds, , - '". 


: ' etviactoes ! | ; | /[ e^B Chicony 2971 -Standard 














567 


Keyboards 


eMachines 


eKB Chicony 6001-Standard 


,2 










ffi • 


Keybq^rdS::^; V-^'- 


J'jNi^^fies : ; ; - 


eKB BTC ffi^-key^ntemet) ' 












Administration 


569 


Keyboards 


eMachines 


f eKB EfTC 5190(19-Key/ekeys) 








r 


jfjf : 


i232:;: K :i Modems : v, : ;'Vv 


• eMachines : i: 












* 


'■ ^Administration « 


414 


Modems 


: eMachines 


eModem Lucent MM9250 


]159 













Mouse ;V*;'.;;; : . 


, . eMachinB.s-;;. =; |eMouse. Logitech M-SAS51 • 




Is- 


i ^ 






ft\t A> fiA\ No -« i A.LQ01 


Power Cortf 


eMachines 


ieTower/ eVsewcord 


i 
























V:.:iw 1 
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FIG. 22A 



i £fe Edit 



4- 

Back 



<3 , & 



flea! com ^'-^ 



I Address 1^ http: //clients alorica com/ftamesetcfm 



■ ^Machines RMA report 9 jf 13/00 ,^ % , ; ^ - 

1 , : ;; ,: "-iPl! ' : \"_ v f ' I 4 •' ' E s ? : . \: "..='' • Jj- " !; >['W q±"W : ' jjw : ^ = ;V Pwjectawi Projected Projected Projected P» 

l«if ni-i^wkrw wi-Lii nlr Ji^^*-"*^ fbi^ **>va*>*(>ry Inventory Inv*ntoe-y Inventory Ir - 

IfPT r^fflS V 8 ^*;; Jy?** *^«#^;: q M*^iff f^Toirt* 4 °f^f D**fc ; St ^f^te aj^^Ofct* 4 End !W«*k End W«ek Entf We«k End Weefc E, 

J^st^w^ii o?| :6. ; 1 . ' ao.Y ./ ?39>L'.f tf.'r M^Y OnY :N/A : . 0., H|A : : . o : : -i N/A ' 3W; . io: • " '-'ip ." 10: . ■ Wit 



-- f^^p)S.^ . , .. , . .... .... : ■ - : - 

1 232 *o&we»fY 1193-" - : &&& W -.- '- 2876' 0 ■■ r : -W.*r-- r - 0Y «7A ■-■ Ov XtA.- . r 0 = . NM ' - 31Zkff-'. ! v 2?52 .OW 23S2,5: . ■ 2013' ' -:Xi-- 

m ■ r^rsfi-OCJ. .-iV . : - ; .- "'. -\ . - v ' ;■ ; ' - ; .;?>. ':■ • \ - 11 \ ' - h v. : ■ :■ ' ,~ j- _'==---■ ;.(''.' . : ".' : = " 



; .0 ; ;; iil; 0 ! : ; .?JM : 0 " ; : N/A ; ^ 0 j : ; H/k : : : 0: ' WA. .: : , 16$: ; 166 , r , 166 It' 1 

pMBII^iipiiiiiii . 
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|<f|Alacica Clients - MiciosofJ Internet E«pIore( piovided by AL0RICA 
























^ Addiess fytp.//clienls.do(!Ca com/framesel cfm 











eMachines Parts Request Detail Report 



09JD9iO0 


EPRO90D09O23 


Lebtanc, Stewart 


0a*09f£)0 


W ^^PP^^. E ' ■ 
EPR09000907S 


Dudley, Margaret 


09JQB}QQ 


EPF^El9MlC91Crt 
EPR090009127 


: Ww " w wJ^^^^W ^ \ 

ARRICK, KAROLYN 


09fl9«0 


EPR03OO09179 


I'W ^W I!;: ^m^R^EWAN' [J 
Poing, Jamie 


09J09JOO 
O9JO9JD0 
0SjC9»O 


EPR090009181 

rW vyB^a^^j^w 

EPR090009183 

|; "£#^3009134:,;. 

EPR0900091S5 


,':; 1 ' r !! s : l ;: s ] "'^rjfewaotty 
Brust, Ktii*erty 

salcedo, cartos 

: : W^'X :]M&Bt^<^ '; |f 

Rosa, Cartos 
^ : .-^' : ^/; i^th|^<^e^ I7 S; ; 


09JO9ffl0 


B>R090009187 


ftegef. Randy 


09jO9/D0 


ERR 0900091 69 


DANNG.RICHAra) 




EPR09000913Q 




09 jQ 9/00 


EPR090009001 


DUPOUX, ERROL 






1 1 |M. , tilCHEt, >IAK£T ' 


O9J09JOO 


EPRO90C09O03 


Baxter, Chartese 




^■'j EPR0900030C4 




09A39rtM 


EPR090009005 


Berkovitz.Paiil 


09jC9«W 


EPRO9OOO9O07 
EPR0900090Q9. 


. ^ w I ; ...^.^f^jSHAusfi : y 

brocfgan t edward 
JMCDEVITT, ROBERT 



Request Date: 09/09/2000 - 09/09/2000 
Status: OPEN 



ups ground 
upsewiid:'' 
ups ground 
:■ ^groonci 1 ': 
ups ground 

ups ground 
■ ^growitf^, 

Ups ground 
. ^grot«d " 

ups ground 
" j^'gr5&td ; 

ups ground 

upsjarourtcl..!. 

ups ground 

b aps:s«ti)ti ''': 

ups ground 

:; iuj*s-gro«wl', 
ups ground 

>■ ;<y&s $rp*m& ' ; : - 
ups ground 

; .;^sround- 
ups ground 
'uj3*growid 
ups ground 

ups o round 



